


























平成 年 月 日現在３０   ６   ５







研究成果の概要（英文）：We intended to build a new theoretical framework for contributing to develop
 the Japanese service industries. Specifically, we identified the mechanisms to successfully induce 
high profit/productivity of major Japanese companies in service industry. At the same time, we tried
 to promote the business system transfer of best practices in management process into companies 
across service industry. To do so, we implemented the desk research and intensive interviews with 
practitioners who have been operating the high-performance businesses. A new book will be published 
with data analysis and findings by case studies based on JCSI. A special joint seminar has been 
organized by our research team. More than 30 practitioners from major retail and service companies 
participated in the sessions. Our research findings appeared in the popular newspapers / on-line 














































American Customer Satisfaction Index）は、
米国経済におけるサービスの生産性を測定
する指標として、証券アナリストなども含む



















































































































































































































































































































⑨ 豊田裕貴、業務改革実践講座 「次の一手」 
の効果を評価するビジネス分析術 (Vol. 
1) 少ないサンプルで得た結果 「たまた
ま度合い」 を加味して判断: A/B テスト
によるアイデア評価、日経情報ストラテ
ジー、査読無、26巻1号、2017、72-75 


























⑰ 中川 宏道、小野 譲司、オンライン販売
におけるロイヤルティ･プログラムの効
果 : リアル店舗との比較、Direct 
marketing review：Journal of the 
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